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Objective: This study aimed to present a model for improving the performance of the
customer knowledge management system using information technology in dairy companies
through an interpretive structural modeling (ISM) approach.

Methodology: The required data for ISM modeling to identify key factors were collected
from 15 experts at Pegah Dairy Industries Company, all of whom held managerial positions
with a minimum of 15 years of management experience. In this study, an interpretive
structural modeling (ISM) approach was employed to design a model for enhancing the
performance of the customer knowledge management system through information
technology.

Findings: The exploratory model developed using ISM analysis revealed that the key factors
for improving the performance of the customer knowledge management system include
increasing productivity, enhancing innovation, and improving service quality, which were
positioned at the first level as the most influenced factors in the model. Information
technology software-related factors, including customer relationship management (CRM)
systems, artificial intelligence and machine learning, knowledge management software,
project management tools, and mobile applications, along with hardware-related factors such
as powerful servers, network storage systems, networking infrastructures, security hardware,
and backup storage devices, were classified at the second level. The factors at this level
influence those at the higher level while being affected by the factors at the lower level.
Additionally, information technology challenges, including technological limitations,
technology adoption, information filtering, high costs, and misalignment with business
objectives, were categorized at the third level, making them the most influential factors in
the model.

Conclusion: The findings of this study indicate that improving the performance of the
customer knowledge management system in dairy companies using information technology
depends on multiple factors, classified into three levels of influence.

Keywords: Customer knowledge management system performance improvement,
Interpretive Structural Modeling (ISM) approach, dairy companies, information technology,
customer knowledge management.
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EXTENDED ABSTRACT
Introduction

In recent decades, organizations have faced significant transformations due to rapid technological
advancements, globalization, and evolving market conditions. These factors have increased competition,
necessitating swift internal process improvements to maintain a competitive edge. In particular, companies
in the dairy industry must manage customer knowledge efficiently to remain viable. The effective
management of customer knowledge requires integrating information technology (IT) to optimize
customer relationship management (CRM), streamline data analysis, and enhance customer service quality
(Bahramimianrood & Bathaei, 2021; Moshtaghi, 2023; Soleimani et al., 2024).

Advancements in IT, such as artificial intelligence (Al), machine learning, and cloud computing,
have revolutionized customer knowledge management (CKM) by providing real-time insights and
predictive analytics. IT facilitates knowledge-sharing among customers and suppliers, reduces operational
costs, and enhances decision-making (Gholami & Yadollahi, 2022). Despite the promising advantages, the
implementation of IT in CKM systems presents several challenges, including technological limitations,
high costs, and alignment with business objectives (Alrahbi et al., 2022; Jalilvand et al., 2023; Sahoo et al.,
2023).

Many organizations struggle with developing a structured approach to CKM, leading to
inefficiencies in customer service and reduced innovation capacity. Some scholars argue that CKM
initiatives can succeed without IT, but evidence suggests that IT integration significantly enhances
efficiency and service quality (Yoshikuni & Albertin, 2020). Consequently, this study aims to present a
model for improving CKM system performance in dairy companies through an Interpretive Structural
Modeling (ISM) approach. This approach systematically identifies key factors influencing CKM
performance and establishes hierarchical relationships among them.

The research focuses on developing an IT-enabled CKM model that accounts for various
influencing factors, including software and hardware components, IT challenges, and business alignment
strategies. By implementing this model, dairy companies can enhance productivity, innovation, and
service quality while overcoming IT-related challenges.

Methodology

This study employed an Interpretive Structural Modeling (ISM) approach to design a model for
improving CKM system performance through IT in dairy companies. Data were collected from 15 experts
at Pegah Dairy Industries Company, all of whom held managerial positions with at least 15 years of
experience. The research followed a mixed-methods approach, combining qualitative data from expert
interviews with quantitative structural modeling.

Initially, key factors affecting CKM performance were identified through expert consultations and
a systematic literature review. These factors were categorized into three main groups: software-related
factors, hardware-related factors, and IT challenges. The ISM methodology was then applied to establish
hierarchical relationships among these factors, determining their interdependencies and level of influence
within the model.
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The qualitative phase involved thematic analysis of expert interviews, while the quantitative phase
used ISM to develop a structured model. The final model was validated through expert feedback and a
MICMAC analysis, which assessed the driving power and dependence of each factor. The study's findings
provide a strategic roadmap for implementing IT-driven CKM improvements in dairy companies.

Findings

The ISM analysis revealed a three-tiered hierarchical model for enhancing CKM system
performance in dairy companies:

1. Level 1: Performance Improvement Factors

o The most influenced factors in the model include increased productivity, enhanced
innovation, and improved service quality. These elements represent the ultimate objectives
of integrating IT into CKM.

2. Level 2: IT Software and Hardware Factors

o Software-related factors: CRM systems, Al and machine learning applications,
knowledge management software, project management tools, and mobile applications.
These software tools facilitate data collection, analysis, and customer engagement.

o Hardware-related factors: Powerful servers, network storage systems, secure networking
infrastructures, security hardware, and backup storage devices. These components ensure
data security, reliability, and efficient IT operations.

3. Level 3: IT Challenges

o The most influential factors in the model include technological limitations, resistance to
technology adoption, information filtering issues, high costs, and misalignment with
business objectives. These challenges shape the effectiveness of IT implementation in
CKM and need to be addressed for successful integration.

The MICMAC analysis further categorized these factors based on their driving power and
dependency. IT challenges were found to have the highest driving power, indicating their crucial role in
shaping CKM performance. Conversely, performance improvement factors were the most dependent
variables, highlighting their reliance on effective IT implementation.

Discussion and Conclusion

The study's findings suggest that improving CKM system performance in dairy companies using
IT is contingent upon multiple factors categorized into three levels of influence. Addressing IT challenges
is fundamental to successfully leveraging software and hardware solutions for CKM enhancements.

The first level of factors, comprising productivity, innovation, and service quality improvements,
serves as the primary goal of CKM performance enhancement. These outcomes are directly influenced by
the second level of factors—software and hardware IT components. CRM systems, Al-driven analytics,
and knowledge management platforms play a pivotal role in improving customer interactions,
streamlining operations, and fostering innovation. Meanwhile, robust IT infrastructure, including high-
performance servers and secure storage systems, ensures data integrity and accessibility.



However, the most critical determinants lie in the third level, where IT challenges such as cost
barriers, resistance to change, and misalignment with business goals can impede CKM improvements.
Organizations must develop strategies to mitigate these challenges by investing in employee training,
adopting cost-effective IT solutions, and aligning IT initiatives with strategic business objectives.

To effectively implement the proposed ISM model, dairy companies should prioritize the
integration of advanced CRM solutions tailored to their specific industry needs. Al-driven predictive
analytics should be leveraged to anticipate customer preferences and optimize marketing strategies.
Additionally, cloud-based CKM platforms can enhance scalability and facilitate seamless knowledge-
sharing among stakeholders.

Investing in IT infrastructure is equally crucial, as robust hardware capabilities support efficient
data processing and secure storage. Companies should implement comprehensive cybersecurity measures
to protect customer data and ensure compliance with regulatory standards.

In conclusion, the research highlights the transformative potential of IT in CKM system
performance enhancement. By addressing technological challenges and strategically integrating IT
solutions, dairy companies can optimize customer engagement, drive innovation, and improve overall
service quality. Future research should explore the long-term impact of 1T-enabled CKM strategies and
examine their applicability across different industries.

oo

E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

%

alxo <o lung

i a5
VF-Y oW b joead b o
VET et Vo )l o oad Ll OY-VY amio ¥ o)l o 090
VEY Wil VY ) 5o o asbpdy

VEF (0,0,8 V8 2ol jo ouds jiie

AU 9 e i g Lgy o wne

T s mentsnd s Ao

YR -ARYY 1 (Ssg nSdl bl

$9L3 jl oolawl b (g oo (il Co o0 poicmisw 8 ySXloe St Joo &3l
Sy (5L lw 0,509, b (Sl gbes iy Gledbl

Fd)l\.\alc ool joame 10 se T puie (g bosinl Lo ple (Y 5, Lelowl jgate {5 Gl yeu] bl Ls,

Ol eoloed ¢ cadlul ol3T olKtils ¢ yloen axlg iy pye 05,5 (5 5SS (sgzeiils L)

(Jgms 00in 85) )l eylaan ¢ ool ol5T olZils ¢ylaas axly ¢ 5 gnalS 09,5 o Luils ¥

Ol eolaes ¢ oDl ol3T olSils «ylaed alg ol uils g g DleMbl wle 09,5 ¢plos sliwl ¥

Oyl cdmngyl e codll Sl3T ol&ikils cdag )| axly oy yyoke 05,5 Loliwl F

esmaeilpour@iauh.ac.ir : Jgiwwe ooiw g5 Juwos*

ol

i oleds|

5o Sledbl (5,Ld 51 oolazwl b (g i (2ld Cu e s 0 ,Slos Sgupy Joo &l Bun b Gudos opl i
Silodse sl gk ks 990 Sl 1 owliibi gy w8 plxl (e LSl 3,509, b (S lacs )2
@hls &5 oSy ol b i S8 58 o5 23 5800 Gl 5l Jelse plulits Cez ISM) (s (g b5l
G Sl il oe jloolanl b Gados cpl 5o ad (6,510,5 idg Cu e aile Jlo VO JBlas 5 o e oy
Ll MLl (,5l5 5] ooliial b (g e (1S Syt s ,8KLas 350t 6l Joe o ASM) (g pens
s 3 Sloc 3gps Jolge ols olas SlaxST Joo ISM) (g o izl Julo 5l oolitul b :lbaidly .oz
oS s S I8 gl s 50 Sledd CudS 9 5 Syl e (sxge e IRl Jalds (e Sl o poe
Syt b bl S e laptms Jolis oMbl (5y5l5 (5158l 5 Jalse e Jon Jolse 5 5T
shlso b33l 5 0595 ke (sl il (il g ke sl 3l 5 ile (5550 5 (estas S2se (CRM)
(GlaSed ooy @Sl slajluop3d wied a8 glayg e Jolis SleMbl ()5l s )li8ledes Jelse
gl Jolge » gl (ol Jalse latd 575138 090 o 53 Lty (53lwe 033 (glaolitiws 5 (Sl (sl Sl
ol oMbl (5,5l slatlly Jolse rizad indyn b ol s Jale 51 g 95,05 00 3B YL
gl )5 gnS Sl L (gemen poe 5 YU (sloaiy jo (Il U3 o555l 0y« SieleSS lacysgasme
Sgetp 45 9l s gy ool gl 18 e Az it Jote else (305,05 15 Jalge ol o wlazd 55 e
i (§0axie Jolge a4y leMbl (g5l 5l oolaul b oo b i jo (g i (ils Co poe o o, Sles

g o (sl (608 5b cilise o dw ,5 45 5l
Dl M] (5,55 1 o] (Sl S b i ()Pl 3,05, S Sy e plass 9, as 25gy OB Slgunls

'L; w‘b 2 ua;)‘/t) L_:‘J)JA—LG

Ao £gi

ol iy

:adlio oyl a9 Olciw! ogs
59 Jxcle —l o) 6oL T ppal obolS
2 6lhele ooljuame of pade g Lacaul
i 3 Sl 350 Joo @311 .(VFF)
6318 5l ool by (g i (s g e
0,500, b od sl oS by Sle b

BYVY (VF IS 5 oS

lia ol sl Gyi> ales VF-Y ©
Alis ) el .l (o 4 late

2165 b llas ol5T t s &y oy
ol a3 5 =000 (CC BY 4.0y



https://www.dmbaj.com/
http://creativecommons.org/licenses/by/4.0
https://orcid.org/0000-0002-0449-4082
https://orcid.org/0000-0002-2475-518X
https://orcid.org/0009-0005-6287-1156
https://orcid.org/0000-0002-6722-950X
http://creativecommons.org/licenses/by/4.0
https://portal.issn.org/resource/ISSN/3041-8933

m ’ VEF cagun 0 Lo op5lez 0399 1S 9 coms Jaloxi 5 by <o e Ol 5 53U ol Bl

olasdl wax Lulyd g Sl JhL 6,58 )0 i s 4 Sl pSoiiar Slts sl (lpoe @235 ans 90 Jsb 5o
b ol doro o b asasy sgue |y 093 Sl g0 J.».»T)S s Ay D jgume S a8 olaws (]38l b as wilosgs cwlow
Cel00y 08, LS 10 gl (69,8 4 yamie Gl Wz CYgame dnug 5 (e Jl 0550 GlagTl yo g5 Gl Lol eila
,9eb (Ahmadi & Saffari, 2024; Bahramimianrood & Bathaei, 2021; Moshtaghi, 2023; Soleimani et al., 2024)
P Sold) g e laaige () en 5 Ol i (e il STl i (Sla g S g oS0 4 (o s 5 (GBS slaasis
69ld coylojls a2y 4o (Gholami & Yadollahi, 2022) s 51 oo i) 4 00iiS sl 5 (6 i (5 5lwan LSy o,k 511,
S8 Sledbol (5 55ld e OB S sty 4 ol ] S 0 S > 150018 sl 4 (60, Shas slapian I Sluiis
Sl 48wl ol hhiolo 516 b wol 03gy S 15 8 Jale S 2ils (6 08T sl 4y 0 Sledlol (5 ,5Ld (2 eylod oo
G502 &lge 50 Lo sl Sledbl (5 )5lid 5wl jrelouidae Dledbl (5 5l8 (sla)lil 5l eolinl (yauy Wil o gyt SHilS  pote
S 2 S aS ele ol 8,90 50 yie S0 @l LI (Alrahbi et al., 2022; Jalilvand et al., 2023; Sahoo et al., 2023) sqi 3!
S ok 4 a5 wuled oo Sloul (i IS Sy ey abaly Slidod GLBILE 4 Bl o Felaie sl )l Sledbl (g,5l8 o
Dyl 052 4 5yl glagsy)l Sledbl (6,5l8 b ki e sloanl b (ile a2 LS 5 polae pelas b 1) ol8len alal, S il e
(Yoshikuni & Albertin, 2020)

ooy aulgl aSul gl g ol Hlogm S 15 (gl uldS (Sl a5 wil o (60 paly e S laie 4 (ils 639 el Ll

& ol 5 e oolitul gl g cnl Sl esled cdlad s g e joome Joo b caiidly ardls (65lk 5 pets j3a2 (LB 5 )b
Sl g bl (ol il gyt (2ls S e 0025 J 8 b gty S 10 )1 jetws )3 (e (IS S e g9o9e ilon
5 bl 31 518 59me b e85 50 1) Y (5,58 slacidlu ) g camlin lizlo slwl L b sles oo (o 5 3,10 95T Sledbl (55518
aS s,k (Sharifzadeh et al., 2011) ayles oy s Hlais jae Sloal 4y (2l aie 5l o soliiwl g adsi b S b (g5lwosle]
Wles o Jlo g col Oledbl a4y 5 g5l cue 1) (il Coles 5o sl S Sledlbol (5,5l s ciie (IS o i oF 0y 639 4l
SleMbl (5)5ld ol fii JLos 4 5t (1S Co e Slaslyinl il oud 48,5 ougol (S job 4 oS Cenl el iy 2
cuilsl o e 1o cwlul Gas (Sahoo et al., 2023) ol &8 15 51 (Staw 5 g0 )lew <SG a5 0l oo o8l slass (o yieS § &S 0 50
bl S 5l o 5 il o 5 e ey pm & 4255 bl g ot 3 VIS sl 55 0 S 2 55 S (it
Sy sobaiBl 3 sl 53 55 3,50 (Slatla s YIS 5 5 o> o tz55 BB Sl 42 85 wibge 53 5 S by
OS5 S lo Sauzn 5 ools (g58l59, o, 4 azg5 b Sledbl 5,5Ls .(Othman et al., 2019) 545 0 o0ls s JI5 5 S
5ot Sl e IS e s 85 (o 50 el (385 5 g D50 d DALl il 5 0,053 i e w5yl aez sl )3
Tiwari, ) ol oo (6 i Dledlbl (5,135 STil 4 g Sl 0,53 (6 ,5] aax Jolis 15 5 S 0,Shae 39up0 5 b yiioo b Ly,
Ly Gl s s 9 0303 (ololids 1) )5 5 S slajl auly Tl (g i b BLS | & o ledlbl (g )5k il (ol (2022
35l5 5 Srslanz ) 5L 050 slaosls 50,5 (gilwosly 1) i by 1531 03 Sl 51 gy daled 00,51 1) gl nl 45705 olol

0,8 g (5 in Cold ) dim) 10 (6 e gl g didu e ) (5 i sosls U auled SaS Lol 4y aillgs oo as,5lid (1 ldg05 s

N
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Gyedi 6yl 0,509, b (S slbes b j0 WleMbl (559U 3l ooliiw! b (g ybn (IS Ca g9 o i S ySlos gty Jko 431y m’

s b s Caaso SIS a5 0505 Jol ylucebl sl codle 4 (Ebrahimi et al., 2021) s )51 cawsy jds polio 10 )15 5 e
Slatiy 5 855el sbooyss b yslie ol sl ales ssliiul pems jsbay o] 5l g wls B Sleal 6 it b LS|y pote
Pham et al., ) o |, oolital o e o1 51 s wisd LT (gt b bL3 1 Cu e s b sy 0l LS5 15 g0s w3 1,
(2020

ot 3590 slite Slighos 1o a5 wiies (55158 5 Glojl 9,Shos S5 50 6915 055> 50 DMl (55l g ils Sy e
45 ailoals Lt 5 azloyy (655L8 10 S (555155 5 e GRS Cu e B )y s (g% 50 (Vo VY) ), 5en 5 gale ailass S 18
s 1o dase o Slos S5 4 e )-*-’L' ol g oyl )-*-’L' e S 2313 (5515 5 e LIS S e (6 loline jebods o Al oS
RIS S pe g s (IS S BLS)I 50 (sloatiS o (485 wlie s 45 dms ge i Ghagh (ol (SladiSl (iznes 095 o0
oo |y el 03y 5o als S i p Sledlbl (,5lid 3B (VoY) ol g 39, Gl ool e (Pham et al., 2020) oS o lis) jow
315 855 G )l 5 1S 5,50 Gal5Hl 5 el 55 SIS o 5Snls S5t 2 S (5508 45 Wlaxtls ol 5 08,5
22 gl b el 050285 1 b JLad 5 lisabl pas wulige lje ool ol asile Lalse o5 ailos S 651 (rizan o]
Sl s ,sld i s 095 idg ;0 55 (YY) o, 4 LLLI (Bahramimianrood & Bathaei, 2021) as s ledlbl 5 ,5L8 (s pdy
GiS sl g Gl gladl mlie co o Jlioms Jeow a5 wilesls lis g a3ls 00 Glaglesle ;o (ils o pae )0 dielign
Lyapina et) coul osges oo Gluil glie o pie gaulS oy 51 (S0 a1 Gisls o e 9 00,5 olowl legl 0 1Sl 09040 g Laolaxtnl
G990 9 Oo)9al (S i 0j95 40 Dledlbl (5 ,9lid e (21 o poe (65 2 slaalllas L (Y YY) o], Kea 5 skl (al., 2021
38 553 Jalge ot 51 ol (5375 (5,55 5 )92 slocd Lo e Sl (595 (5 )5li3 (sl Siaols o5 Wlodwsy a0t (nl 42 05
Sy 09> eaads sbable ( Sluiis Sleas lagiaw a5 Wlos,S wST Ll copl p ogdle axtend o35> cpl 4o (2 Co e
HSl g b, .Jalilvand et al., 2023) wigd oo gmime (il o pae ;0 galS sladdgio alex 3l (g ,5ld 5 SleMbl Cg pae g S
Slorks dagd S 53 by glie g (teglia slaidl sliwl, 53 (2313 Co ey Sledbol (659115 58l (55 2 (Bmg% 50 505 (VYY)
Ca e 1 6 lbs il SLMb] slagiuns 5 bl slopiee o5 8l Hamlogi] Lol Sledbl 5 ,5Lé sloadlge a5 wlools oles
ol 136 ) p 0 55 (V2 Y4) (s,les (RODAtT & ENKar, 2022) s,ls el nl ol e (559, 5 Goygel ol les 5o sl
2 oholine g cote il bl g SledLl (5,5l a5 il s Slejle Sol les (2 L Slojle o, Shas Sgrg p oMbl (55l
(Tiwari, 2022) oS o casii |y abal, ol omilos Lol o5 olsie 4y Slojlo (Sl g 0,18 Slojlo 5 Shas

Lyl bans Job 10 oS lpl b mlio &8 18 a5 aad co lid (6 o (il Co e die) 5o oaliplonl gl oy A
rlin (593 9 5958 (WIS 0925 i SlacSlu 5 (139 (oS (g o pie b dgzlge (paiie Bl Glaid asle ola il
30 Ol Culs ) pac g cwlie Oledlbsl (6,5L8 5l oolanul pas 4y b Il cpl.casl 009 axlge o ) 1l aded Cain LSl 21 5o
0,8 los dgup 5o (ewll s Sl 51 SO laie 4 (6 i ile Cu im0 Oledlbsl (6,5l jlhaiul el ool i Caiio oyl
DleMbl (6 ,9L8 5l (6,800 b (5 e 10 Cu e pia Cawl A g8 0150 yuds Cario 40 ()b ke Sl Ao j0 o w4 S S
AL (6 55Li5 51 03liisl by Uyppaas 3] 035 oo w23 |, b yitie b das o oMbl 5 2l (g 05 STl 4y 50,053 o6 5l gz Sl
Obymie Sl ¢ SLIKS doyoled doede |y 5 Slo o Jolds a5 aiuS sl b iie 0550 (0 1) 285 ¢ aul> slrosls oL wiy0l8

SIS baglejlo a5 wlo 1) ol i slajls (st (U195 Lapiasns (nl iegman (98 Slapi o8l 5l 6 S0 b iomizren



m ) VEF cagun 0 Lo op5lez 0399 1S 9 coms Jaloxi 5 by <o e Ol 5 53U ol Bl

a & yidon LIS e s 5> Sl (g5l 5l ooliiul aiiS wll ol it ol slails & amg b1, se3 wleas b oS e
olgds 4y oalds (g3lu pamd layiy, 5l eoliinl b g Sy Jlai 50 093 Fared)l ol plsie 4]y Gl i b asS o0 S8 alojle
A (6,5l 51 (6,00 b 4 el diey ) 5o o555 Lol Gan oy culs, Ghaliil s ol e b Lls, Sees ins Gl o]
S aad oo Glad Slid Camio )3 23 lale 3 cadplnl (Sla w2 (Grizren D9 o0 (Ko dje S b S22l g 12 LB
pas 5 (98 poe o 4y a5 Cewl DY gaze Sluld Co oo 4 bgrye 500 ailie GlatS L 5 ol 2S00 o bl a2l 5 (S
(B9 00,5 ez B (59, p 1) 995 35 ped flien LES WL (pl AlSS (o sl oad (g DML sbnl g ol i i
B2C) Ll 00iiS Gras sy 4y a8 g wlasls Ll B2B la il oy i a5 wilazals (ols 551e 5 (slo ey (sloolSiisg 3
by g DYgame LSy pla U 5 Slauls Gl oles 4 pltie w3 )08 el g biwd Slppiiailes S axg
o DL | gl wilge Slom] sy et ol ilons b ille ol dy e 45 aites LYs alax 5l o gz o 5l 236 slacs L
Sloas il 5 35500 i 55 (SRS & a5 et 5,58 b 5 S a5 00 (5T Ol S sl o foostie 5 28,5
Sgatr 5l 1S o e a8 a8 wes o lis Cumsg ol (Bhuiyan, 2024; Katikar, 2024) s ls (5 )l Coel conds g5l sasds
Jlos! 5 Sledbl slas yslid ol yoi ay zals 51 ooliial ol pslis] SV gams CoinsS Sons (reizman byt b Laly, olis) 5 o Slas
IRl 095 olamdl ()] 5 00,5 Cugli bt LTy 095 Laly) B aiS S5 Lo S 18 4y sl oo 0l yiioe (1S Cu e (sl
Ol g gl bag gue Oledol 4y uils aS 04d o el (g i (BlS Co ey Sledlel (5,4L8 3l soliiwl ST ek 4y 5 Launs
5y ol 3] 05 oSy iy 4y o byl (gl 5 b, ialdl g byt b bl Ll g yol oyl 45 1058 418 ,F oagol e

Bl o le Ghagh SYlgw

sl e b dole az Jolis ol e mlio o8 15 SleMbl 5,5k sl il . )
fadli oo glaole az ol (lp) b lie <80 (i (5l o e s 00 Julge .Y

Qd.ml)gn )LM.C‘ 6‘)|Q oli) U‘)”‘ ).MJJ é)Lua &_AS)AJJ )é LEJ"“"‘“" w‘é &_AJJ.JJ.A W )‘)ﬂm‘ MQ‘? uLC)Uo‘ L5)5L"5 GA}Q,QA JJ.A

U939

o sleS i o Sledbl (5,5L8 5l eslainl b (6 i (Lils Co e i 0 Slas dge Jow &l ragh cpl Lol Bus

Joe (b 5B )0 a5 adly e (SLAsST asuel Stmghy t3ei by, 9 b Sl pole Ghghy wlse (6 pmed 55051 3,505, b

slagiagh g9 5l «dan Ll jl 1ol Gaiow ruizres 09b o ooliitul (oS 9,50, 5l e e 5B 50 9 (S 9,809, 5l (senede
Wil oo 50,8

o 1) el 5 aailga g3 & o8l 155 L3I & (b, b 55 b a8y L A Al 51 g e 0l 5o

G o ools a8 )5 15 4 boame g ouas CVR g, bl 5 200559 6l Jgaz S5 j0 |y badlge s ol pladl (5 5 Lawgs

Caedl ghlo 20059 Blod 4y 8 3 sB 0o 5l aS ole st o ol 5l as aisS 20059 0o 7l Sl sle paie 4y Coenl bl

2 S o0 Pk ek ok gl 5 Sled Jue SS90 4 e (b ISM) (i 5,5 3ledae T eslinal b g

S S logad 3l ookl b sloadlge (Siwsly )l g 3908 D08 Jdowigay o0 4y pladl wdal Coawsts adgl Jaw ulal 5 ww o5

Sge5 mu2ls> (MICMAC)

A
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Gyedi 6yl 0,509, b (S slbes b j0 WleMbl (559U 3l ooliiw! b (g ybn (IS Ca g9 o i S ySlos gty Jko 431y m’

u.:).n.xo 4.a.>L~u JL..u VO Jﬁ‘d} 9 G—))—)M u.m.: 6‘)10 as oli; u‘).")...w é’l—hﬁo us).w Qlf)"’ c\...ls)..al? M?)" L.S)L"—l d.v.Al:>

Gl 1h 0 (g i s oy pi O ,Sleae Sauge gl Sledbl (5,0l 3l eolazwl die) o Ll cols 5 s e auil
58,5 o b By dolS (6,8 agei 0g oKy ] d mlie &S 0 Glelil S g LS ¢ peS Lisu asel> i S Gl bl
2 05i Jols bamlas )0 guaz 4l a5 wiS oo by sl ol U (g pSaiges a5 & jp0 00 (05 23 L amlas sl o,k gl

sy (5,15 gLl 4y amlae 8510 L 5l ey Bhoee al> ye ()
Laisl

2 oolatwl (ISM) (6 yuis (L3l (55l Joe (sl o3l pad 5l 5 250,58 1 adgl amlas )0 0,3 VO iogh (ol 5o

SEM) (s 5L S¥olen 65l Joke g (ISM) (6 o (6,1 (5o e 5 CVR Ll 5l lnools Julowigis 265 (sl sy ol o

I SS e gl cnd o b CVR a3l 5l eolainl b als o ol 50 058 o g pid plBaspls & g0 dalsl 1o a8 sl sals oolazul

P i ol 1y slal 5 g 5 52 o b s w15 5 5 ol LT 5 laslii s sbitoceiy o oesd el

1 e 5 VD 5 e olaat a5 T 1 dims 8 ey S50 €N 50 008 25 ygy g sl e sl (6 )9y

Iyioms g 2 S35 54 5l Jolo mlis 2980 a0l Jale T slyime 25 290 + ¥4 51 5V Jelse 51 S, e CVR s
el o2l aslsl o (CVR)

V Jgus
olse 55 o CVR | luss
axys CVR oyl amss CVR Jeloe o,
ol - s oMbl 6,0l slo plls ol vy SedeSs slacasgae |
ol CAY Ga9k8 Ly v
ol .5 S| s Y
awl AV b sloay o f
ol vy S genS Blaal b sgaan poc 0
b “M SleMbl (5,58 5l 5 Jalpe  wnl AV CRM (s o s B3| g e sloptns #
s, Y ools slaolsoly Y
S, ey Jlos sla I A
Wb eble 5ol 5 esimn Bop
KW \ Gils Sy e sl l58le 5 Ve
4l | o592 o pde sl )l A

KW \ hloge slal58la 5 Y




m ’ VEF cagun 0 Lo op5lez 0399 1S 9 coms Jaloxi 5 by <o e Ol 5 53U ol Bl

ol - A4 SleMbl (5,5ld (5,18 Covw Jolse  al \ REOR JRCRPIFIVIn W
ol | aSh (gl jluso o3 VF

3, -, ¥y Sl @ilwe 3 sl pinces 'O

ol | Glass slaeslo ) \#

ol \ el sl 8l VY

ol AV olaidy glee w33 slaolKiws VA

alb AV (ot G Sy e g 0 e 39 a2l | Sagosre G ]
ol \ S le sl Y.

KW \ Sload CuiS Sgnge Y\

3, <PV S oo Cmgllas Yy

Jae a1 sl Jele YA el 51 o, 8 15 0l o ¥ QB o Jole VA sl Laseion YU Jgoo 50 a5 438 Lo

g oo 00wl €5 pendi (6,3l 8,05, b d oS i o Sledbl (6,5ld 5l eolainl b (g i (ils Cu i picew 3,5 los g0
Y g

o o>l sl s Jolpe

s CVR sl ams CWR Jelss
b V7 R N Al SUPPSS susguze
sl AV Sl Sy
Wb s Sl 2L
al AV YU slaas ;o

£

—

sl oy S g Glanl by s gad pe
wb oAy Sl 55318 (s l3dlp 5 Jelge aml AV CRM (s e L bL3 | e (sl
48 ) orle 550k 5 ostan (oo

L > < v & 6 -t =

sk ) o395 Sepse bl
b L shbye bol3dle Ve
e -ay Sl 5,0l gl Jolse ol \ Sod 08 sl g 0 1
b | s gjluoyss Y
b ) st sbesloy; WY
sl ) el sl 8l i
b A oty ile s laoliias 10
b ! S e IS Co gk s 3,Skos 2900 Al ) S99 Uil Yo
ol \ S le sl VY
b ) Sless CuiS e A

£
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Gyedi 6yl 0,509, b (S slbes b j0 WleMbl (559U 3l ooliiw! b (g ybn (IS Ca g9 o i S ySlos gty Jko 431y m’

(ISM) (g yuuns (5 Lzl (53w o

o b b o Juolge (Lol : gl o5

e 8o Sy Joo AT 6l Jole VA cnl 51V 005 o pi5 JolS g0 (8 250 50 else QL] g0
g oo 03wl €6 punds (6, 3,559, b ad sloeS iy Sledbl (6,5L3 5l eolaiul b (g i il o o

S Lw (lolai 395 (s ylo JuSi 1090 o5

shoslial bg osls S8 gy 090 (755 Sygons |y Jelse (ol OB 53 5 cads b ASM asliins y (Jalse s 51
sl s byl lee Lals, eess 0 55 sbooles

wisl N8 S Jele ] Jole STA wal 68,56 Jole i Lol STV

J ol Jolse o bl 0325 puae 90 550 J ol Jalse e 5 X

R PR W o¢)5—| Y Jgd.} UJB L ‘5...:)):..))9,0 J.4‘9£ Syg0 4o LQMLM)) )‘ J.@L} 6)‘.;.)

¥ Jgu
lodoliius 5/ ool sty gylis

V2R RV . Y N N A T e Jelse s,

v v v v v v v v v Vv Vv Vv VvV X X X X S59)955 slacgogasa |

v v v v v v v Vv vV Vv Vv Vv VvV X X X Sasld o pdy Y

v v v v v v v Vv VvV VvV VvV VvV VvV X X ledbl zLs Y

v v v v v v v Vv Vv VvV VvV VvV VvV X YU sloass 5o f

v v v v v v v vV vV VvV V VvV V Glaal b ogeen  pac 0
g

v v v 0 0 0 O 0 X X X X L bl o poe slapimmw §
(CRM (s ;e

v v v 0 0 0 O 0 X X X oSl g egtae Lign Y
ole

v v v 0 0 0O O 0 X X Sls o e sl lsdle A

v v v 0 0 0O o0 o0 X 059, Cu g sla,ll q

v v v 0 0 0 o0 o0 hbge sla,l33ls 5 )

V V V X X X X rejb glayye )

v v v X X X Ao slalwo 3 \Y

v v Vv X X slaSes slacslu VY

V V VvV X el glojflec, ¥

\'% Vv V & lwe o33 olfius VO

X X oo VP

X 9l ol \Y

Slods CotS Sguge YA

Ayl (o puwd (g yilo JuSiS 1o g o5



m ’ VEF cagun 0 Lo op5lez 0399 1S 9 coms Jaloxi 5 by <o e Ol 5 53U ol Bl

ey 005 oo Jol (S g ,00) (2350 99 mifle Ko ar 6 Ll (olss 055 e ile ool adsl (e s e e

A.:)..fso )‘)3 OJL&L.»‘J)% ) u...a‘53 ‘4.J5| LS“)'WO wu).)l.o C‘)M‘ 6|).| f LSLQJB» c\alfJ.Q} LSLDQLQ) 6[.7(4 gS.) 9 )M slael ‘Su)il?
sio 2ae (1 1) (6995 5 S 23e (1, ]) Ayl (o ytwd (uyile po il Voolas )bl Jalsiogs e sile ;o (1 ) 53555 ST ()
;Si dde (j y |) 59,9 9 )M dAde (l ,J) 4...]5‘ ‘5...4)......)0 U’““)"L‘Q B ‘MlaA Sles 6)L._‘>L..u GLcLuJP u.....u).'Lo B (l ,J) 99,9 ;‘ (Y
;Si dAde (j y |) 99,9 9 s_sg dAe (i ,J) c\...lj‘ ‘5..4).»....4\) u.....u).'Lo ) cd.wla X Slos G)LDL.» ‘SLALIJQ? u,u.u).'Lo ) (l ,J) 59959 )f‘ (\"

)M\JJ.C(],l) 6&5)55)MOJ9 (i ,J):L.Js‘ ‘5..4).»....4\) u...u).vLA)é ‘MLO Slos G)LDL.» &ALMQP w).vLo)é (l ,J) 52959 ;‘ (f

gy anlg>
¥ Jgu=
4yl (i s il
AR D AN T VAN | G R B RN T WL ICR U SR AR SN N SR S S Jelge  ayo,
\ \ \ \ \ \ \ \ | TR F F R N R N N R G PUPRLC P EYLHRPRE N \
L Y W W N A W U W U W SR U W WO W 6l iy Y
\ \ \ \ \ \ \ \ A I T R R T T I D B el zls Y
\ \ \ \ \ \ \ \ | TR F F R N R N N YU sloas ¥
\ \ \ \ \ \ \ \ | TR A F R N R N N S genS Blaal b g poc A
L T e N S T T R (611 QEYCEo A NNV P I 2
L T S N N S T R eile 6,50k g Eoias Shgn v
\ \ \ . . . . . | T T R R oals S e slal58le 5 A
\ \ \ . . . . . | T T R R 058, S pde bl a
L T S U N T L R hlge slalsilay Y-
L T T N S S S S wied,08 sloyg )Y
\ \ \ \ \ \ \ \ L aSlls sl jluo 'Y
\ \ \ \ \ \ \ \ L slasls sbeslu ) VY
L T Y S R N ST S el sl jlilees VF
L T T N N e O S S Olatiy Gilwo 3 slaolius 10
\ \ \ . . . . . Ce e e e e e e 630 il V&
\ \ \ . . . . . . . . . . . . . . . 6)5153 £l VY
Yooy oy .. e e e e e Slood oS Sget YA

Sl oy g o Sl i loz o
sl Jale (5145 col (g pg0a gl alaly 00,5 oo S8 Jelse 4190 Lty el Cssay sl (o i o il aSST5 g
Ol adgl (oo G sle jo 1ol valss K ele 4 o 3T Jole olSST w09 K Jule 4y joeie ] ole iz 9 998 ] ole &

ads) s ol 50,5 55l oMo Jas ol & 955 a5l oolilol5)l a8 Luly, 5 oniszdlol ey il ayls g )35 ol

Y
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Gyedi 6yl 0,509, b (S slbes b j0 WleMbl (559U 3l ooliiw! b (g ybn (IS Ca g9 o i S ySlos gty Jko 431y m’

Ol (ol (o d  ile (ul ol ot 2iS Glaugil alal) Lol s gy Jelse o a9l Laily, adST o5 (ol 5 090 o ataS
)l J.ALC sS.u bj.m u)JS w‘ 0 oalo ul.ma J...t J.n‘99 )‘ ;S.v ).b k;a.u-«."ﬁ L)‘)'“'A 9 bj.m U)JS u...u).bLo U"‘ )é w‘ c\...lj‘ (5..4)1....)0 u.u).)l.o
Jole 055 59534 o0 53U (1 51 a5 elge maz 3l 5 Jole S (Sily Gliee 5 sl g0 Cemday Jole 055 5 o1 51 b Jalge slass por

0 Jgux
S o e
dgds VA VY \# VO \f V'Y VY AR ). ) A A4 4 I ¥ Y Y \ R,
A \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \
YA \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ Y
YA \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ Y
YA \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ ¥
YA \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ \ 0
A \ \ \ \ \ \ \ \ 4
A \ \ \ \ \ \ \ \ \4
A \ \ \ \ \ \ \ \ A
A \ \ \ \ \ \ \ \ a
A \ \ \ \ \ \ \ \ \
A \ \ \ \ \ \ \ \ AR
A \ \ \ \ \ \ \ \ . . . . . . . . . . \Y
A \ \ \ \ \ \ \ \ 'Y
A \ \ \ \ \ \ \ \ . . . . . . . . . Ve
A \ \ \ \ \ \ \ \ VO
Y \ \ \ . . . . . . . . . . . . . . . \¢
Y \ \ \ VY
Y \ \ \ YA
- VA VA VA \ \ \ \ \ \e. \ \ \ \ N N N N N

Jolge gl g buly) (et ey
IS e sln basgerme (nl STl (29,5 5 63955 Srassarme uwad 5| oy Sl Sl oalitul L o5 cal 5o
lios cansay Jolse
abgiye s ;3 35750 Sl L aT oI55 oo Jllag] a8 el (alge 5 ol (Tog5 ol Jole S (g5 asgezme >
el ol L6
abgiye Gy 3o dg7ge SN L aS 555 o0 Sl a5l a8 cel lalse 5 Jole ()T 955 Jols ole S5 (6395 asgaze >
el ol L6
5 Zo dsgerme 4 lalse 05 o (s Jalse SISy o (gl b T STl (g 5 5 (99955 sloassere et )

s LSi3 gl (8l pslateds i o o 48 (6 e (5,5 Les Joro il jealidis 5l axbans (VL o il aline Sl byl oS e



m) VPP gm0 ko o ylezr 0599 )l g oS Juloni 9 Ligy S pyoko

G g 132l ees 4 by e Slilas 5 Wgd o0 B> by pe Jgoz (25l Slewls ;o T mhaw (0 3YL 132 cpitanmn (som gedans

OliSen 5 5oLT sl (ablS

i s ol 45 ouims LS (ly21 45 39 e S5 bl b Slkes ) w8 oo plowl laws o 5V (6132 s by, il

7 Jgue
sl ,155) susimbaws
gl S e dsgae §99,9 48 game 79> degeme el
AT G WA Y YIXYXFD AdN N AYAYAF A0 A7 AV AA \
VY X FOHEY
VY Fo YXYXFFDd AAN A AY AT AF A0 AF AV NA Y
VY X FbHFY
AP A i Y YVYXFFD AAN N AYAY AF A0 NP AY AA Y
VY X FOHEY
VY Fo YXYXFFDd AAN A AY AT AF A0 AF AV A ¥
VY X FbHFY
APA A i Y YVYXFFD AAN N AYAY AF A0 NP AY AA 0
VY X FOHEY
N AA N VYXFFOLENYAAN AAQA NN AYAY AF N0 NFAY NA 7
N
FYANAN VYN FOHENAAN FYAMAANAFAYANA
N AA N VYN FOHEYAAN FY NN NFAY ANA A
FYANAN VY X FOHFEYAAN FYAANNFAY ANA
FYANAN VYN FOHENAAN FYAMAANAFAYANA \-
VWV AY AY AF oo VY X FOHNNAY AV AT AL W AY AV AF D AZ Y AA AR
VWV AY AV AF oo VY X FOHNNAY AV AT AL W AY AV AF Ad AZ Y AA \Y
VW AY AY af oo YX X DN AYAYAF AN VW AY AV AF A0 AF AV AA 'Y
VWV AY AY AF oo VY X FOHNNAY AV AT AL W AY AV AF D AZ Y AA V¥
WV AY AY af oo YX X FDHNNAYAYAF AN VW AY AV AF D AF AV AA \O
\ VEAY AA AQ N N AYAYAFADd N2 AV A V2 AY AA \#
N A W A R A
\ VEAY AOA AAQ A A AYAY AT ADNZ Y AA V2 AY AA VY
AP A i AR A
\ VEAY AA AAQ A N AYAYAFADd N2 AV A V2 AY AA VA

NI P S AR A

70

E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Gyedi 6yl 0,509, b (S slbes b j0 WleMbl (559U 3l ooliiw! b (g ybn (IS Ca g9 o i S ySlos gty Jko 431y

)

e 095 1S5 wgan Jaoz igd Bis Jsor 5wl songlan aslsl glp W 5,5 e 518 Jgl s 53 i3l Jelse ooy

olse ol espintl 51 o o alive SlS VA 5 AV 18 ooy alse o g,5 degarms canl Laseiio YUy Jgomr ;5 oS aisflon

S0 oo olis |,

V Jgu

(299 ,10) skl

g S il dsgeze (5999 48 game T aegeme  (Jalse
VLYY VYD VYR LD ENAA N )Y AT AN \

VYO VY YO VXX FOE Y AA N DAY AYAF A \

VYO VY YO VXX FOE Y AA N DAY AYAF A ¥

VYO VY YO VY FO ST AA N DAY Y AF 0D i

VLYY VYO VY FO SN AA N DAY Y AF A 5

\ PN AN VXYY FOFN AN SV AA N DAY Y AF 0D $
\ PN AN VY X FOFN AN PV AN v
\ SN AAN- VY XA FN AN FY AN A
\ SV AN VXX FOFN AN SN AAN- q
\ SV AAN- VY FOFN AN SN AAN- V.
\ VAT AT AF N0 VY EF DA AT AT AT VW AY AT AT N0 W
\ VAT AT AF N0 IR SR EIAL ST AL VN AT AT AT A0 VY
\ VAT AT AF N0 VY F D) AT AT AT AT AY AT A0 Wy
\ VAT AT AF N0 VY F D) AT AT AT AT AT AT A0 Ve
\ VAT AT AF N0 VY E D) AT AT AT VLAY AT AT A0 Vo

P DS csam Jguzr g Bd> Joux 5l b saghaw aslol lp W8S o0 )18 ped s po else cnl gyl I aiies

a2 oo lid 1) ganmlan



m ) VEoF Lo o3boct o lar 0399 15 5 S Julnd 5 gy ke oliien 5 3UT ol (oblS

A Jga=
(o J155) (s tielas
gl S i dsgere R (79> A gee Jolse
Y A A A YA} AT A i G A (A S \
Y LI B W A AT A WA Y AT A WA Y
Y LI B W P AT A WA Y AT A WA Y
Y A A A YA} AT A i G LI (A B ¥
Y A A A YA} AT A i G LI (A B 0

Ol e 5l it o alie Sl 5 F LY 0 ol Jelse 35,5 dsgere cianl aseie Y ooz o 45 e len
Okl & (sl @zii;s wigh B> Jeaz 3wk ot aalal sl 16528 o 5118 pges b 53 IS8 3G alge lyieas elge
S50

W8 Joo o 7 it o8

oo 50 s pdy JUl Bd b 5 0900 may 4yl Joo Sy (2l (oo e g el polaw 4 4z g3 b al>ye al 5o
4 el o0 Jolo (g it (13I8 Sy ppde s 3,Skos 39200 ) Fse Jelss 5145 ISM o (alpls il oo cessas (ales Joo eyl

Dyl oo oS 5 JSB
Y S

ISM «y/ o

= Sagl s £l i e
V) oo av) () Sleas

2 _ =]
= 4 3 4 E3 i » Qo -
G135 230 5] ]2 R ETA N SR R A
‘ﬂ—igq-b i-i - ;ﬂv_nl)n-b :5‘ 1»3_5 ;«‘: et BN s RN e EEN 9532
3 i B e e - 3z 3T 32 -
2 Y - EDR 3T 9 - > = £ £ E)
S -z z ] i ? ° ? Jq
{EYC b o smar
‘séjj:: O Sl AL Vb sla s T r
i 3 ” ™ ) ®)
") (0) IS S

Y
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Gyedi 6yl 0,509, b (S slbes b j0 WleMbl (559U 3l ooliiw! b (g ybn (IS Ca g9 o i S ySlos gty Jko 431y m’

Jelse o5 il Jelse ol 14z S 15 gl e 50 VA 5 )Y O o)led Jelge ccns] msnicn WUy JSE 0 a5 4655 o lam
Jelge (2538 36 Jalse ol lasd S )15 g el 52 8 5 F 8 ) o)led Jelge (pizmed iy oo 8B by el Jalge 51 s

Al oo pj Oygod ISM Sl Jow o Jeles (gomains @ az g b oiias Jaw

¥ U
ISM 4 oo
S A1 ke s 3 S 3 5 @
SNl (5,583 gLl 58lp 5 Jalse Sl (655l (5,1l ol 5o @
SMbI 5,5l sla s ™)

(MICMAC 15 903) (Sounaly (5l 30 9 3985 a8 Juloxi gy 3205 1k o5
9 S9& Dy08 a5 35800 (1 al) [lSuesgs Jelge Jold 095 (gl g oo amaiil 055 Jloz )0 Jelse al> o nl 5o
Jola 1, (V amb) atsly Jolgs cpgs 09,5 i)ls (008 LLS| g s T Jalge ol 5l o090 b Jalse cnl i)l (snd (Sl
Saly 9 395 )08 Jalge (nl ates (7 4mb) g Jelss pow 09,5 03)13,55 2 2V (Kily Ll cind 395 &30 5l a5 990 oo
Ol aidlion (F axl) Jiies Jolse pylozr 09,5 05800 Jolse palo yoss @ poie Jilse (nl (595 2 (o 4595 2 &8lg)s i)ls (VL
g oa oullss (sulS Jalge oMol wlajs5 (o S5 208 51 45 Jelse wiloj93 s (Saly 5 VL 395 0508 51 Julse
O 9 sl 2 30 "V (glaceog g 0 S ez Bkl S oo sl i b S alse 05, 90 51 oy Jelge ol 4 el s
OYAY (e 5 ,31) 05 o i (Soiamnlg=3485 & 308 15505 o wlusl Guad ] o Cawdds Jolge  Siwoly yl5ue g Sga5 & yad
Oliee 9 5503 alge pr Jole 5o 3585 ©j08 ulul p ) addllas 5590 Jelse (g5 o0 il o 51 Jolo sloosls 5l onlitl L
12,5 Gnaies pj i Jlez 50 500 Jilse 4 Jole pa (Sl
515 elge 503 50 1, Sghs y08 g Kty Jilas 4 Lle 1likasgs Jelge >
1 s Jelse 4y ool (Sily o lalge saanly Jolge >
5l Lelse (K0 b (sl bgo alal, 4 _Lalge :(Jate) sigms olse >



m ’ VEF cagun 0 Lo op5lez 0399 1S 9 coms Jaloxi 5 by <o e Ol 5 53U ol Bl

1 ks BB S9a3 K Jelse a8 Jllge (59) S Jolse >
ol 955 oolinal ele T (Soly Hlpwo 5 3585 503 51wyl MICMAC g ile o Lelse 5l S o claises pesd gl

g

o 1 o 5ol e 5 S5 s

Sgi ey Jelss @9,
A 3 S slasyione )
YA o S P rdy v
YA o SleMb! 2ls Y
A A YU sloas s ¥
A 5 S S Glaal b e o 5

A B (CRM (g i b bL3 | o ppoe slopinm 2
A . eble 650l 5 egian Sige v
A Ve OIS o e sl l8la A
A \. 039, e slalsl a
A ) TP ISENE V-
A Ve REUCIRCIPIISIN 1
A \. s (gl o D 'Y
A \. G glacala ;g \r
A V. R PP IS IHCE VF
A \e Obeiiy (g5lwo 3 slaolws A
¥ VA G502 siel33l \$
Y A sl o5 VY
¥ VA Slods kS Sgng YA

255 50 523 MICMAC oy 5le el 00al Y Jsiz 1 a5 Jele latsee 5l oolial L

£
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Sl (6Ll 35509, b (Sl ses 1b 0 WleMbl (659U 3l oolisiwl b (g yiden (Jild o p3 30 piwaw 3 Slos Sgung Joo 4y

)
s

MICMAC . its

sl VA X

AV AT AT AT A

[ It s T N WA

W

alsy

ol ol 55 5,3 358 aml 0 0 5 F ¥ LY ) oyles elge e aseiie (MICMAGC s ile) YU S )0 a5 4555 Lo

Gyds (6 Ll (g5l Ja 0] 3 il jo i o a5 Jelse (S0 4 o 0by (Sinly e (Jg o8 dsas a8 51 Jelge o

€6y 6,15 5,855, b o) (6l 15 50 oDl (5,58 5 ool Uy (g e SIS Cag j30e s S, 5kas Sgss Joo 1D g

Do OLL

S5 Az g Sy

Ogndo 9 ‘5)519.\ ;l.ii.';)l €590 542 u,u)‘)S‘ J.ALM: (S yoiand W wlo w).n.\.n W " Q,S.La.c g JA‘?.C ! )aM WRPLY b;um

Slopiams ol SNl 5515 (51380 5 Jolge itnn Joo Jalge (525 ,23,55 olge ol 33515 Jgl b 50 Sload S

Sl l58le 5 g 05 o i sla il ¢ iils o e ‘_gLa:)‘)’.é“a)J (oisle (6 S0 g E5as g (CRM) Gyt b bLS | o o



m ) VEF cagun 0 Lo op5lez 0399 1S 9 coms Jaloxi 5 by <o e Ol 5 53U ol Bl

el slalileden (slaSid o lap )y @Sl slajlas o33 wied 03 (sl yg s ol DMLl (6,5l3 518l Jalge 5 (hlge
Ol i olge 31 g 95158 o 3B VL o else 2 ebans (ol olge 31415 51,8 g0 grbaw 58 iy (e o5 (slaelSinn
Y (slaas 3o (DleMbl j2L3 (5 )3l o pdy (39S slausguoms Jalis Sledbl 5595 (sla ey Jelse (izmod 53y o0 3l
5 Sl Jalse (i aiien Joo Jalse 05 RS, Jalse cnl ilaisS 18 pon a0 gecnS Slsal b ggmen puc
U1 es 9000 Rl ol (6t (2ls S pie it 3 ,Shas Sgnge 5o Sl (5 55k8 slaly 5 Sl (50l sl 8l
5 CRM) (it b bLs)l o e lagiops aiile oo )l38lp 0 Jolse ol ssmlive LB zody 4 Sloss CoieS S5 5 55150
o 138l0 5 cnl aisS” Juloxs g (5 )9Ten (5550 pob a1 b yide (slaosls 45 s o |y ISl ol Loy lojlos 4 ls Cy psa (Lo 3300 5
Sleas 9 00,5 plulid |) ol i ()13, SlagSI b a0 S5 Lol 10 4 davosls Lo g 520 (sl p3Y slo)lnl (00,5 wol 3 L
et b 8IS Cu e slal8le 5 coizmen D9d oo Ol (5Bl 5 Culs) Rl 4 e a5 wies il gloadi il past
53 g ol ALl o yiwd i S S s sl pyY il 4 b oS e S GLS @ iolesle 0,0 Sledlbl (6,105l
Vb a5l slaSis slacilo ) g died 08 sla g wile o) lElccin Jalss K08 (gaw 3l s Ll3al | ()90 40 Ao
b Lo sl ecmmslicn l38lcem slo b aisS o @l 3 1) Sledlbol 4y Ll s ytws g Wosls gy (53185 el ol 5 ol -5l 55
JUSCESVSIRVEL ghP UK SN PUNCH PR CA [N NUEE 3 TR U JURICT, VT R S [PCT W P PSP S I VPOV IR CY S PESRN
oS wiS Jolo laebl g 00,5 cladlne ()b yiie whao Sledlbl 5l alys o el sla 8l § Glaciiy (g3luo 3 sbaolfiiws
g Blaal b sgured poc g 55l8 5y YU slaai ;o asle Sledlbl g 5ls sla ills (b ol bakind o yiws 5o laosls
Sl QLSBT L anS Cupael) 6ol 4 by o slaan jo e aglosle ST.09d Jolse cnl 51 S50 (619 50 e 5l @le atlgi oo 5
@boled Gl 2585 ol Sless coinS 5 6 )5lsi sl aie ) (ppllae @l Col (Sae waipd (g0l Syaz lags )sbd ndy
el (65978 (5 e SIS o e e 8 Shoe 35 sl p ol 0l 4l
SlPles Jeloe 4 plojen jsbar b (s Wl Glnl e @lie o e (IS Sy pde w3 Sles S50 52
wlio 10 Wb 0gi oo 0l oo cnl 51 G 2 (sl 63,5 Slolgiiny alsl 15 0S4z g5 Sledlbl (5 ,5ls slo il 5 sl 5lcsen
s 255 Sialos oSy (! e o (ol Glajles L Wl o5 09 oolitul polas L6 5 a8ty CRM s S5 51 (1
o9 sl o3l 5l Wb (s wlio 4o .amil ol slaan 35 aiilys o HUDSpOL L Microsoft Dynamics Salesforce sl
Sy 385 (oo Sleiiny 0gh o3litul oad (ilugatd Sliliia )l 5 P GlagSl plelid (e 1) i Sln Soran
98 Jols lebl (rimren ol die mlie plo 5 baleatal, ( Jolate &Yl (Y gaame Sl Jolis a5 35 sl gals ails oL
et GRaag% 4 anBl 4l (g wd ol ool 4 blige (piSEIL Coluwoy Gk 5wl oo (Soha Ol e 5 QLSS &5
Uil gl g STxal Sledlbl g,9ld 5l solaiwl b (g i (510 Co poe piwa 8 ,Shas Sgagy Jdo (g ‘531 Slaass ;o 00,5
el L 5 (595 939,5 (hS (slaig 3l eoliil L 5l (ST Sliiz j0 90,5 oo olgidiy ol Smghy 2 055 3105 S 5 o (5t

&L ()l

D,la0 0gg  oxdlie ol 43Sz « ol dalllas ploxil yo

A
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Gyedi 6yl 0,509, b (S slbes b j0 WleMbl (559U 3l ooliiw! b (g ybn (IS Ca g9 o i S ySlos gty Jko 431y m’

OB i 8 &S Lo

230 S ) SLS il Bain g5 seled dllie (pl )5 )0

S (5190

el oy § sale ), (U Jool 5 njlge (solod Sighy ol plowl o

ools cuslad

b selys Jlo)l ol (o5 Jpel Coley Gad g St o gl jl Sl 0 Sjg0 )0 pol laghy S5l g acsls

b o>
ol @il Jo ol mpgh o

References

Ahmadi, R., & Saffari, H. (2024). The Effect of Knowledge-Based Leadership on Company Performance According to
the Mediating Role of Customer Knowledge Management and Innovation Quality. Dynamic Management and
Business Analysis, 2(4), 13-20. https://doi.org/10.22034/dmbaj.2024.2022216.1009

Alrahbi, D. A., Khan, M., Gupta, S., Modgil, S., & Chiappetta Jabbour, C. J. (2022). Health-care information technologies
for dispersed knowledge management. Journal of Knowledge Management, 26(6), 1589-1614.
https://doi.org/10.1108/JKM-10-2020-0786

Bahramimianrood, B., & Bathaei, M. (2021). The impact of information technology on knowledge management in the
supply  chain. Journal of Social, management and tourism letter, 2021, 1-11.
https://www.researchgate.net/publication/376625942

Bhuiyan, M. S. (2024). The Role of Al-Enhanced Personalization in Customer Experiences. Journal of Computer Science
and Technology Studies, 6(1), 162-169. https://doi.org/10.32996/jcsts.2024.6.1.17

Ebrahimi, P., Hamza, K. A., Gorgenyi-Hegyes, E., Zarea, H., & Fekete-Farkas, M. (2021). Consumer knowledge sharing
behavior and consumer purchase behavior: Evidence from E-commerce and online retail in Hungary. Sustainability,
13(18), 10375. https://doi.org/10.3390/su131810375

Gholami, Z., & Yadollahi, M. (2022). The Effects of Complementary Information Technology Resources on
Organizational Capabilities, Strategic Goals, and Performance. Improvement and transformation management
studies, 31(105), 167-193. https://jmsd.atu.ac.ir/article_14171.html

Jalilvand, J., Sharifian, E., & Ghahreman Tabrizi, K. (2023). Providing a Knowledge Management Model Based on
Information Technology in Physical Education of Iran's Education System. Research in Educational Sports.
https://res.ssrc.ac.ir/article_3986.html

Katikar, H. (2024). Enhancing Personalized Marketing Strategies and Customer Experiences Through Al-Driven
Personalization. https://doi.org/10.14293/pr2199.000976.v1

Lyapina, S. Y., Degtyareva, V. V., & Tarasova, V. N. (2021). Intelligent technologies for knowledge management at a
modern company. In Digital Economy and the New Labor Market: Jobs, Competences and Innovative HR
Technologies (pp. 459-469). https://doi.org/10.1007/978-3-030-60926-9_59

Moshtaghi, P. (2023). The Effect of Customer Relationship Management Strategy on Customer Satisfaction According
to the Mediating Role of Innovation Capability in the Banking Industry. Dynamic Management and Business
Analysis, 1(1), 16-23. https://doi.org/10.22034/dmbaj.2024.2022129.1008

Othman, B. J., Al-Kake, F., Diah, M. L. M., Othman, B., & Hasan, N. M. (2019). This study examines the antecedents
and the effects of knowledge management and information technology in the manufacturing industry. International
Journal of Psychosocial Rehabilitation, 23(02). https://www.researchgate.net/publication/339827972

Pham, Q. T., Pham-Nguyen, A. V., Misra, S., & Damasevi¢ius, R. (2020). Increasing innovative working behaviour of
information technology employees in vietham by knowledge management approach. Computers, 9(3), 61.
https://doi.org/10.3390/computers9030061


https://doi.org/10.22034/dmbaj.2024.2022216.1009
https://doi.org/10.1108/JKM-10-2020-0786
https://www.researchgate.net/publication/376625942
https://doi.org/10.32996/jcsts.2024.6.1.17
https://doi.org/10.3390/su131810375
https://jmsd.atu.ac.ir/article_14171.html
https://res.ssrc.ac.ir/article_3986.html
https://doi.org/10.14293/pr2199.000976.v1
https://doi.org/10.1007/978-3-030-60926-9_59
https://doi.org/10.22034/dmbaj.2024.2022129.1008
https://www.researchgate.net/publication/339827972
https://doi.org/10.3390/computers9030061

m ) VEF cagun 0 Lo op5lez 0399 1S 9 coms Jaloxi 5 by <o e Ol 5 53U ol Bl

Robati, F. S., & Enkar, M. (2022). The Impact of Information Technology on Knowledge Management in the Context of
Resistance Economy and Sustainable Resources in the School of Martyr Soleimani (Case Study: Education
Managers of Iranshahr County).

Sahoo, S., Kumar, A., & Upadhyay, A. (2023). How do green knowledge management and green technology innovation
impact corporate environmental performance? Understanding the role of green knowledge acquisition. Business
Strategy and the Environment, 32(1), 551-569. https://doi.org/10.1002/bse.3160

Sharifzadeh, F., Narimani, M., & Koushki, A. (2011). Information Technology and the Success of Knowledge
Management Initiatives. Iran Scientific Research Quarterly, 27(1), 171-188.
https://jipm.irandoc.ac.ir/article_699108.html

Soleimani, A., Aghajani, M., & Landaran, S. (2024). Identifying Factors Influencing Customer Variety-Seeking Behavior
in Online Retail Markets: A Qualitative Study. Dynamic Management and Business Analysis, 3(1), 245-257.
https://doi.org/10.61838/dmbaj.3.1.14

Tiwari, S. P. (2022). Knowledge Management Strategies and Emerging Technologies-An Overview of the Underpinning
Concepts. https://doi.org/10.31235/0sf.io/uzq5c¢

Yoshikuni, A. C., & Albertin, A. L. (2020). Leveraging firm performance through information technology strategic
alignment and knowledge management strategy: an empirical study of IT-Business Value. International Journal of
Research-GRANTHAALAYAH, 8(10), 304-318. https://doi.org/10.29121/granthaalayah.v8.i10.2020.2088

\a)
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933
https://doi.org/10.1002/bse.3160
https://jipm.irandoc.ac.ir/article_699108.html
https://doi.org/10.61838/dmbaj.3.1.14
https://doi.org/10.31235/osf.io/uzq5c
https://doi.org/10.29121/granthaalayah.v8.i10.2020.2088

